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Executive Summary 


To remain competitive in today’s global economy, businesses need to ensure customer 
satisfaction by offering high-quality products and services. Governors and state govern- 
ments can play a critical role in ensuring the economic health of the business in their 
state by encouraging the adoption of quality practices and recognizing successful efforts 
by firms to improve quality and productivity. 


In a 1992 publication, Promoting Quality Businesses: A State Action Agenda, the 
National Governors’ Association outlined the role of the Governor, guiding principles 
for action, and a policy and program action agenda. One of the recommendations was 
for states to establish state quality awards to promote and recognize quality and 
productivity improvements in businesses in the state. This manual is intended to help 
state government officials and other individuals implement a state quality award program. 


By providing recognition to those who meet a challenging set of criteria, a state 
award can be an important tool in encouraging private businesses, schools, and other 
government entities to become quality organizations. A state quality award can serve to: 


™ promote awareness of productivity and quality; 

foster information exchange about productivity and quality; 

encourage firms to adopt quality and productivity improvement strategies; 
recognize firms that have instituted successful strategies; 


provide role models for other businesses in the state; 


establish a culture of business excellence, which will encourage new industry 
to locate in the state; and 


m establish a quality of life culture that will benefit all residents of the state. 


A successful state quality award program relies on the commitment, energy, 
time, and talent of individuals from both the public and private sectors. 


Guiding Principles 


There are several overarching principles that must guide any effort to establish a state 
quality award. Most important is the commitment of the Governor. The Governor’s 
support is critical to garnering the political backing needed to create an effective quality 
award program. In addition, the Governor must enthusiastically support the philosophy 
of quality and productivity improvement. The state legislature is also needed to secure 
broad-based, popular support as well as financial backing. 


The establishment of a state quality award involves a long-term effort between 
public and private sector individuals concerned about the competitiveness of firms in the 
state. Both sectors bring important credentials including experience, financial support, 
human resource support, and a network of additional resources. In addition, both 
sectors have a vested interest in improving the competitiveness of firms in the state. 
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Organizing a State Quality Award Effort 


The state quality award effort can be undertaken in several ways. The state government, 
private companies, or individuals are all initiators of a state quality effort. In estab- 
lishing an award it is critical to identify interested parties throughout the state and, with 
the help of these contacts, to develop a core group of experts who are committed to 
establishing an award. These individuals should have professional and industry ex- 
perience in quality. In either a state government or private sector effort, one person 
should serve as a “point person” between the Governor’s office and the private sector 
leaders to promote the award. It is also important to coordinate the state award program 
with existing award programs, for example, those conducted by local governments or 
private firms. 


Designing an Award Program 


In designing a quality award there are many issues that need to be decided based on the 
needs of the state. Most importantly, designers must consider the award’s compatibility 
with the Malcolm Baldrige National Quality Award. The Baldrige Award has become a 
nationally accepted standard of quality and could serve as a model for a state program. 
Before any steps are taken to design the award, a mission statement must be drafted to 
outline the reasons for establishing a state quality award. The statement will serve asa | 
guide to those wishing to participate in the development and implementation of the award. 


Criteria for the award need to be developed and these need to reflect issues 
important to the state. Many states have modeled their criteria on the Baldrige Award, 
with adjustments to reflect areas of specific concern to the state. Whatever the final 
criteria, they need to represent the definition of a fully-integrated quality system based 
on continuous improvement. The award also needs a scoring system that further 
emphasizes specific criteria. The scoring standards and award criteria may be adjusted 
yearly as part of the award’s continuous improvement process. 


In setting up the award, the state also needs to determine the nature of firms it 
wishes to acknowledge. What types of businesses are there in the state? While trying to 
be inclusive in its eligibility guidelines, the state must also consider what type, if any, 
of non-state-based firms they want to have participate in the award. Existing state 
programs include a wide variety of restrictions. Other important issues to consider 
include site visit fees and application fees for firms. 


An important part of the award is the process for scoring and judging the 
applicants. This complicated process must be done carefully to ensure confidentiality 
and equity. The judges selected must have experience in quality efforts and must adhere 
to the highest ethical standards. The award process can suffer irreparable damage if the 
public comes to perceive it as anything other than entirely fair and equitable. 


Once the award recipient or recipients have been chosen, there is an award 
presentation. The award ceremony is an excellent opportunity to showcase the winner 
and to strengthen the message that quality is vital to a strong economy. The state can 
continue to capitalize on the event by working with the winning firms to further support 
their message throughout the state. 


viii Designing and Implementing a State Quality Award 


Implementing an Award Program 


There are many ways to implement an award program, and each has advantages as well 
as disadvantages. If the award is to be a state quality award there is a need for executive 
or legislative action. With that action, the Governor or legislature may provide direction 
on what type of organizational structure is needed to support the award. Some states 
have adopted a state-administered approach that may allow for the use of existing state 
resources. The award could also be administered by a private nonprofit organization or 
a third party. Both of these options give the private sector more ownership of the award 
and the award process. 


A state quality award needs to be approached like any new venture, with a 
business plan that outlines sources of support, strategies for gaining support, the 
different design elements of the award, and a timeline for implementation. In these 
times of fiscal constraints on states, funding a new program can be a difficult challenge. 
In addition to seeking state appropriations, many of the existing programs are soliciting 
corporate support from firms in the state. These donations take the form of in-kind 
donations or direct support for the administration of the award. The state quality award 
also offers several potential revenue streams ranging from fees to retailing of ser- 
vices/products. With some innovative techniques, the funding can be secured for a 
successful strategy. 


A State quality award is an excellent way to boost the competitiveness of firms 
in the state. The goal of an award should be to improve the quality of life and the 
economic well-being of these firms. If established and managed correctly, the quality 
award program will be an effective tool in promoting a state, promoting firms, and 
emphasizing the importance of competitiveness, quality, and improved producutvity. 
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Introduction 


Nationwide, improvements in quality have become the driving force behind efforts to 
boost the competitiveness of firms and workers. Governors recognize quality as an 
important factor in invigorating the economy and continue to look for ways to foster the 
adoption of quality practices among firms. In 1991, after a year-long study, the 
Governors released the report, Excellence at Work, which recognized that state govern- 
ment must be a catalyst to encourage and assist small and medium-sized firms in 
becoming high-performance organizations committed to increasing productivity and 
improving quality. This was followed in 1992 by the report, Promoting Quality 
Businesses: A State Action Agenda, which outlined the Governor’s role, guiding 
principles, and specific policy and program actions that could be undertaken to improve 
opportunities for firms to adopt quality practices. Among other actions, the report 
recommended that states establish quality award programs. 


A state quality award can be instrumental in promoting quality among private 
firms, governmental entities, and educational institutions by providing recognition to 
those who meet a discriminating definition of quality. It can also provide businesses 
with a roadmap for self-assessment and improvement. The Malcolm Baldrige National 
Quality Award, managed by the National Institute of Standards and Technology (NIST) 
at the U.S. Department of Commerce and awarded yearly since 1988, has become one 
of the most effective tools for encouraging U.S. firms to adopt quality management 
practices. The Baldrige criteria, now a nationally accepted standard of quality manage- 
ment practices, may be used as a model for state quality awards. 


State and industry leaders considering the creation of a state quality award must 
discuss the rationale for having the award. These discussions may be used to weigh the 
advantages and disadvantages of having a quality award. Issues that may arise include 
the need to improve the competitiveness of firms; the pros and cons of governmental 
intervention in the private sector; the need to upgrade the abilities of companies and 
workers; and the pros and cons of creating another award or incentive for businesses. It 
is important to have these discussions as they are an important aspect of working out the 
idea of a quality award. Candid discussions will allow controversial issues to be 
addressed and resolved prior to implementation. 


There are many benefits to establishing a state quality award. The award will 
serve to: 


@ promote awareness of productivity and quality; 
m foster information exchange about productivity and quality; 


m™ encourage firms to adopt quality and productivity improvement strategies; 
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m recognize firms that have instituted successful strategies; 
m provide role models for other businesses in the state; 


w establish a culture of business excellence, which will encourage new industry 
to locate in the state; and 


m establish a quality of life culture that will benefit all residents of the state. 


A state quality award is not a short-term fad but rather a long-term strategy that 
will benefit companies and help them remain competitive. Establishing a state quality 
award involves a concerted effort and commitment on the part of the public and private 
sectors. The task of obtaining support from state government and private sector leaders 
takes time. This manual outlines the questions and issues that need to be addressed in 
establishing a state quality award. The issues are intended to be a Starting point for 
discussions about the different alternatives available in setting up a state quality award. 


This manual was developed with support of the Office of Quality Programs and 
the Office of Technology Services at NIST. Throughout the project, NGA staff 
members have been guided by an advisory committee of state and industry repre- 
sentatives involved in state quality awards and initiatives. These individuals have been 
instrumental in helping NGA develop the action agenda and this manual. 
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Guiding Principles 


Governor’s Commitment 


A successful state quality award program requires dedicated public and private leader- 
ship. The individual leaders behind several of the existing state quality awards have 
played critical roles in making the awards a success. The day-to-day leadership of the 
award administrator on technical and administrative issues needs to be augmented by the 
political leadership and commitment of the Governor. Early development of leadership 
imparts a sense of continuity and consistency to the award and demonstrates the 
commitment of public and private sector leaders to making the award a success. Leaders 
become the key spokespersons for the award, providing information to the public and 
attracting participants. The importance of developing strong, committed, and credible 
leadership for the award should not be underestimated. In New York, a Governor’s task 
force worked to establish the Governor’s Excelsior Award. The award also received 
important publicity from the Governor through press conferences and mention in the 
State of the State address. 


Legislative Support 


In addition to gubernatorial support, backing by the state legislature is crucial to the 
success of a state quality program. The state legislature provides political and financial 
support, as well as exposure for the award, the award recipients, and the award process. 


Public/Private Partnership 


In all existing state quality award programs, the linkage between the private and public 
sectors has been critical to the successful implementation of the award. A successful 
State quality award must have input from both the public and private sectors, as each 
sector brings needed credentials and resources. The relative level of involvement by 
these sectors will vary according to the political and business climate in each state. 


State government. A state’s purpose in encouraging the creation of a quality 
award is to improve the competitiveness of firms in the state. The state government can 
offer the Governor’s commitment, nonpartisan expertise, financial resources, and 
statewide publicity for the award. However, the state needs to make sure that the award 
program will continue beyond a single gubernatorial or legislative term. 


The private sector. The private sector plays an important role in providing 
credibility, technical expertise gained through company efforts to improve quality, and 
human and financial resources to support the establishment and administration of an 
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award. A successful award program needs to have a wide range of supporters to show 
that there is a commitment behind the award. 


Involvement of Government and Education Sectors 


Government and educational sectors can participate in the implementation of an 
award program, as well as become recipients of a state quality award. Inclusion 
of the government and education sectors in the award process is an acknowl- 
edgement that these sectors have an important role to play both in promoting 
and demonstrating quality. 
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Organizing a State Quality 
Award Effort 


A State quality award can be initiated in various ways. Efforts can be started by the 
Governor’s office, by state policymakers, by private sector leaders, or by grass roots 
organizations. State quality award efforts are usually launched by both public and 
private sector individuals involved in state, regional, local, and/or private-sector quality 
initiatives and looking for ways to bolster the competitiveness of firms in the state. In 
the beginning stages, several independent groups may be working simultaneously to 
initiate a state quality award. These groups eventually form the backbone of the effort 
to establish a state quality award. 


Identification of Interested Parties 


Participation should be sought from individuals who are already involved in public and 
private quality initiatives. Other people can be recruited from groups interested in 
quality issues, such as productivity centers, chambers of commerce, and quality expert 
networks; state officials from the Governor’s office and economic development and 
labor departments; higher education interests; and representatives from industry, labor, 
and local government. These individuals will be important in coordinating the effort and 
in providing expertise and political influence toward creating a state award program. 


Development of a Core Group of Quality Experts 


The successful establishment and maintenance of a quality award rely on the integrity 
and credibility of the individuals supporting the effort. It is important that, as a state 
award is being planned, a core group of business executives involved with quality play 
a key role in providing guidance and input. Business executives involved with private 
sector quality efforts or participants in the Baldrige Award process can provide valuable 
expertise and contributions to a state quality award. Their involvement and input will 
strengthen the state program and provide a feeling of ownership of the award in the 
business community. The core group should also provide outreach to other businesses 
and the community in general about the value and benefits of an awards program. The 
involvement of business executives in a State quality award also conveys to the 
Governor the level of interest and commitment to the award by the business community. 
When the state quality award is implemented, the business executives may be drawn 
upon to serve as judges or examiners for the award. In Texas a State initiative to 
promote quality and establish a state quality award is benefiting from the contributions 
of a loaned executive from XEROX and the expertise of Baldrige examiners. 
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Assignment of State Government Lead 


Regardless of the level of state government involvement there is a clear need to 
designate a state government representative to serve as a key contact point and resource. 
The contact person may come from the Governor’s office, the state economic develop- 
ment office, or another state agency. This contact must be accessible to anyone seeking 
information on the state quality award. The contact person is important in demonstrating 
that a true public/private partnership exists for administering the award. In Wyoming, 
the state Department of Community and Economic Development runs the Governor’s 
Quality Award with one key staff person who serves as a contact point for all inquiries 
regarding the award. 


Identification of Existing Award Programs 


Numerous awards already exist at the company and community level. Many large 
corporations (such as AT&T, General Electric, Texaco, UNISYS, and Westinghouse) 
have internal quality programs and quality awards. In four states, U.S. Senate Produc- 
tivity Awards are presented annually as a means of promoting and recognizing produc- 
tivity improvements. These existing programs are a good source of information about 
administering an award and about industry trends in the state. They are also a good 
place to look for individuals who may be interested in a statewide effort. It is important - 
for award planners to learn about existing programs to ensure that the state quality 
award compliments existing local and private-sector efforts. The Minnesota Council for 
Quality works closely with communities to establish and maintain community quality 
councils. Currently there are sixteen councils statewide. Made up of people from both 
the public and private sector, these councils are involved in numerous activities, 
including education and training, quality needs assessments for public and private 
organizations, public relations, and recognition awards. 
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Designing an Award Program 


The design of a state quality award will affect the credibility of the award concept and 
indicate what issues are important to the state. An award needs to include: a mission 
Statement; eligibility guidelines concerning firm sizes and sectors; an application fee 
schedule; a list of the criteria by which applicants will be judged; information concern- 
ing the scoring of applications; a description of the application and evaluation processes; 
information on the selection, training, and role of examiners and judges; a description 
of the award presentation; and information concerning the obligations of winners. (See 
Table 1 for summary of designs of existing state programs.) 


Baldrige Compatibility 


Because the Baldrige Award is so well respected, it should be one of the first resources 
examined by state award planners. Existing state award programs include various 
components of the Baldrige Award. The Baldrige Award can provide a model for 
examiner training techniques, evaluation criteria, scoring methods, and evaluation 
processes. States can use the previous year’s Baldrige training materials for examiner 
training. The Baldrige process can also serve as a benchmark for evaluating the 
processes of a state program. For example, how does the state program compare to 
Baldrige in terms of the length of the application process or time allocated to providing 
feedback to applicants? Some states have found certain aspects of the Baldrige Award, 
such as scoring, to be applicable to their state and have modeled their program after that 
and other components. 


Development of a Mission/Objective Statement 


A state quality award can emphasize different objectives, so it is important to develop a 
mission statement for the award. This statement should: 


outline the reasons for creating the award; 
explain how the award will benefit the state and the business community; 


list any specific industry sectors toward which the award is geared; 


discuss how the award has been designed to resemble other state quality 
awards, as well as the Baldrige Award; and 


m@ explain how the award will be administered. 


The mission statement will serve as a guide for individuals and organizations 
wishing to participate in the state quality award program. It should be accompanied by 
a business plan outlining the steps that will be taken to meet the various objectives. 
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Table 1 
State Quality Award Programs 


$102,400 


$17,000 
eligibility: $50; small business: $700, 


$157,100 
other companies: $2,000. 


F 
$790,000 eligibility: $50; large manufacturing 


and service: $2,000; all others: $500. 
$481,000 


Award Categories 


more than 25 employees: $300; less 
than 25 employees: $100; nonprofits: 
$100. 


large and small: manufacturing and 
nonmanufacturing, nonprofit 
organizations 


State of Delaware Quality] Delaware Quality 


small/medium (less than 200 
employees for manufacturing and 

service; less than 100 for others) and 
large; private, public, education and 
health sectors 


eligibility determination:$50; 
small/medium: $250; large: $500; site 
visits :$250 for small and $500 for 
large 


Governor's Sterling 
Award 


Florida Sterling Council, 
Inc. 


1989 large and small manufacturing and 


service firms 


eligibility fee: none; eligibility review 
fee, large:$100, small:$50; advanced 
evaluation fee, large $200, small 

$100; site evaluation fee, large $400, 
small $200. 


Margaret Chase Smith 
Maine State Quality 
Award 


eligibility fee: $50; manufacturing 
and service sectors: $1,150; small 
businesses and nonprofit: $650. 


manufacturing, service, small 
business, and nonprofit 


Massachusetts Council fo 
Quality, Inc. 


Massachusetts Quality 
Award 


manufacturing, service, and small 
business 


Minnesota Quality Award] Minnesota Council for 


New Mexico Quality 
Award 


New Mexico Quality 
Foundation 


small, medium, and large: 
manufacturing, service, and 
government 


Department of Economic 
Development and 
Department of Labor 


large and small: private, public and 
education organizations 


Governor's Excelsior 
Award 


eligibility: $100; small business: 
$750; medium business: $2,250; large 
companies: $3,250. 


North Carolina Quality 
Leadership Award 


North Carolina Quality 
Leadership Foundation 


large, medium, and small 
manufacturing and service and non- 
profit 


Division of Economic and 
Community Development 


Governor's Quality Award one award 


Criteria 


The application should explain clearly the basis on which the application will be 
evaluated. The examination categories/issues used by the Malcolm Baldrige National 
Quality Award include: 


m leadership; 

information and analysis; 

strategic quality planning; 

human resource development and management; 
management of process quality; 


quality and operational results; and 


customer focus and satisfaction. 


These criteria serve as a basis for evaluating the firm and include elements 
that are crucial in defining, implementing, and sustaining a quality effort. Leader- 
ship criteria are used to evaluate the senior management’s success in fostering 
quality values in the firm. Information and analysis criteria are used to evaluate a 
firm’s ability to collect and analyze data for purposes of improving quality prac- 
tices. Strategic quality planning criteria evaluate the firm’s effectiveness in integrat- 
ing customer quality requirements in the business plan of the firm. The human 
resource development and management criteria refer to the firm’s efforts to develop 
and realize the full potential of the workforce to pursue the firm’s quality and 
performance objectives. Criteria concerning management of process quality ex- 
amine the systematic process the company uses to pursue ever higher quality and 
company performance. Quality and operational results criteria examine the firm’s 
level of quality and trends in improving quality, operational performance, and 
supplier quality. Customer focus and satisfaction criteria evaluate the firm’s relation- 
ships with customers and its knowledge of their needs; the criteria also evaluate the 
firm’s understanding of the factors that are key in determining competitiveness. 


The seven categories used in the Baldrige award are a complete representation 
of a fully-integrated quality system built on the basis of continuous improvement. 
Several states have adopted these criteria in their own quality award programs, 
including Maine, Massachusetts, Minnesota, and North Carolina. Delaware uses 
similar categories and captures much of the same information. Wyoming does not have 
formal criteria but rather uses consensus and discussion to judge applicants. Some states 
make adjustments to the criteria; for example, New York’s criteria emphasize the issues 
of human resource development and labor-management relationships. 


Scoring 


The seven criteria outlined are given a maximum number of points that can be achieved. 
Applicants for the Baldrige Award may receive a possible total of 1,000 points, with the 
following breakdowns: 90 for leadership; 80 for information and analysis; 60 for 
strategic quality planning; 150 for human resource development and management; 140 
for management of process quality; 180 for quality and operational results; and 300 for 


9 Designing an Award Program 


customer satisfaction. Maine and New York also use scoring systems that total 1,000 
points, but have different breakdowns for the categories. The scoring of the awards is 
an evolving process; the examples below reflect scoring practices for 1992. 


Examples: Baldrige Maine New York 
Leadership 90 100 170 
Information 80 60 40 
Planning 60 90 40 
Human Resources 150 150 250 
Products/Process 140 150 100 
Results 180 150 150 
Customers 300 300 250 


Scoring is based on three issues: approach, deployment, and results. The 
approach is evaluated to see what tools are being utilized and their effectiveness. Is the 
approach preventive and is it integrated and systematic? Is the approach based on 
quantitative information, and what types of mechanisms are in place internally for 
feedback and evaluation? Deployment is evaluated on how well the approach is applied. 
Does deployment cover all functions and work for all internal processes, activities, 
employees, and facilities? Does it cover all services and products? Results are evaluated . 
in terms of a company’s success in addressing customer needs. Judges look at the rate 
and range of quality improvement; the importance of improvements to the business; the 
level of quality that has been achieved; and how the results compare with others in that 
industry, as well as those in other industries. 


Eligibility 

In determining who is eligible for the award, there are several issues to consider. The 
first is the nature of the business-industry mix in the state. Is the state base primarily 
manufacturing or service? What are the sizes of these firms? Is the industrial base made 
up primarily of state firms or out-of-state conglomerates with in-state locations? What 
level of participation does the state want from public and nonprofit organizations? 
Allowing awards to be made to nonprofit, governmental, and educational sectors 
promotes quality in government and demonstrates the interrelationship of the three 
sectors. New York State has separate awards for the private, public, and educational 
sectors. Minnesota has a category for service sector firms and Delaware has one for 
nonprofit organizations. Many states have modeled their eligibility criteria on the 
Baldrige Award and are finding it necessary to add a category for mid-sized firms. 
Maine divides its applicants into large (over 100 employees) and small (less than 100 
employees), Wyoming has only one category for all firms, and North Carolina is adding 


a category for medium firms after having used only small (less than 100 employees) and 
large (over 100 employees) categories for two years. 


Factors to consider when developing award categories include sectors and the 
size of the company or organization. Divisions within the industry sector may include: 
service and manufacturing; or private, public, and nonprofit. Within the categories 
pertaining to the organizational size of the applicant, the breakdown should be based on 
the demographics of firms in the state or any specific targeted sector. Small firms are 


10 Designing and Implementing a State Quality Award 


usually those with less than 200 employees; medium firms have 200 to 500 employees; 
and large firms have more than 500 employees. The size of the firms is usually 
designated on the basis of in-state operations only. Delaware, Maine, and North 
Carolina all designate small firms as those with less than 100 employees. New York 
does the same except with regard to the government and education categories, in which 
a small entity is defined as one with less than 500 employees. 


States need to consider two things when determining categories: Is it best to start 
small and grow as experience and credibility develops? Or is it best to start with 
recognition of entities of all sizes and sectors? Award designers also have to be careful 
to create enough categories to support the award but not so many that the value of the 
award is diluted. Excessive numbers of categories can lead to difficulties in implement- 
ing and administering the award. One step that is being taken in several states to address 
this issue is the inclusion of an honor roll category. This designation is for firms that are 
well on their way toward meeting the standards set by the award but are not yet fully 
integrated quality firms. The honor roll provides additional recognition without creating 
new award categories. 


Eligibility Restrictions 


The award categories indicate which firms are eligible to apply; however, there are 
usually additional restrictions. Generally, eligibility for a state quality award is limited 
to entities that operate in the state. In the case of multistate conglomerates or national 
companies, states need to decide which operations, if any, can be judged. This usually 
requires making a determination concerning how much of the firm’s operations or 
quality efforts are within the state and without any support from other branches or from 
corporate headquarters. States also have the option of restricting the award program to 
firms that have a majority or all their operations in the state. In Massachusetts any firm 
or subsidiary may apply for the award, while in Wyoming eligibility is limited to firms 
with a majority of operations in the state. Previous award winners are usually restricted 
from participating for several years. 


Fees 


There are three specific fees that can be instituted as part of a state quality awards 
program. These include an eligibility determination fee, an application fee, and an 
on-site visit fee. The eligibility determination fee is usually small, ranging from nothing 
to $100. This fee, which covers some of the early administrative costs, generally 
ensures that applications are submitted only by serious contenders. In some cases this 
fee is returned for unsuccessful applicants. Applicants who are declared eligible then 
submit complete application reports. Application fees can range from $500 to more than 
$2,000. Depending on the structure of the state award program, there are often different 
fees assessed for different sized firms. In New York, application fees for large 
manufacturing and service applicants are $2,000 while all other organizations pay $500. 
In Maine, the fee for the site visit is set at $400 for large firms and $200 for small firms, 
while in New York the site visit fee for large organizations reflects the actual site-visit 
expenses; for small organizations, a site visit fee is negotiated. 
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Application and Evaluation Process 


The majority of state quality award programs follow the calendar cycle, beginning in 
January and ending the following January (see Figure 1). The process cycle includes up 
to three phases (see Figure 2). Before the first phase, applications are mailed out and a 
deadline for submission is set. In some states, such as Minnesota, a fairly short original 
application is reviewed by examiners before the applicant needs to fill out a more 
extensive application. 


The first phase of the award process includes receiving the applications and 
assigning them to examiners for evaluation. Each application is evaluated by several 
examiners. During this phase, usually in April and May, each examiner independently 
scores the applications that he or she has been assigned. The scores are reviewed by a 
panel of judges, which decides which applicants should continue on to the second phase. 
Applicants who do not continue to the second phase receive a feedback report from the 
examiners. Those who continue receive a status report on their applications. 


The second phase, in June and July, involves a more detailed scrutiny of the 
applicant. This phase is led by a senior examiner who works with several other 
examiners to reach a consensus. The team submits to the judges a consensus score for 
each item as well as a total score. The judges review this information and determine 
which applicants will receive site visits. Applicants who do not receive site visits are - 
provided with feedback reports on their applications. 


The third phase of the evaluation generally occurs in August and September and 
involves site visits by a team consisting of examiners and at least one senior examiner. 
Applicants host the examiners at their facility and at any appropriate outlying branch or 
location examiners may wish to visit. Site visits may last from two days to a full week, 
depending on the organization’s size and number of sites. After the site visit, a written 
report is prepared for the judges. The judges make the final decision on which 
applicants, if any, have met the quality standards established by the award and 
recommend recipients for the award. 


Examiners/Judges 


It is critical that examiners and judges be well qualified and well trained for their task. 
These individuals must meet a high ethical standard and have specific experience in and 
knowledge about quality programs. Criteria used to evaluate Baldrige examiners relate 
to: breadth of knowledge about total quality; length and types of experience; com- 
munication skills; education and training; and achievements and recognition. There 
should also be adequate representation from the different sectors of industry to provide 
diversity among panel members. This diversity, coupled with specific standards on 
which applicants will be judged, will assist in providing fair and equitable judging 
across industry sectors. 


Individuals interested in becoming examiners generally apply to the award 
administrator for consideration. The application for these positions requests information 
on work background, knowledge of and experiences with quality and quality practices, 
and agreement to an ethics statement. Unlike examiners, judges do not apply for their 
positions, but instead are sought by the award administrators for their particular 
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Figure 1: 
Award Cycle for Maine State Quality Award 
1992 Timeline and Application Review Process 


January 15, 1992 
Applications available for mailing 


February 28, 1992 
Eligibility application deadline 


April 30, 1992 
Application return deadline for initial review 


May through mid-August 1992 
Initial review and advanced evaluation 


Mid-August through September 1992 
Site visits 


Late October 1992 
Award ceremony 


November - December 1992 
Feedback reports to participants 


Figure 2: 
Award Process for North Carolina Quality Leadership Award 


September 1991 
Applications Distributed 
January 6, 1992 
Eligibility Application Deadline 


April 4, 1992 
Application Deadline 


April\May 1992 Stage 1 


4-6 Examiners 


Select for 


Second-Stage Review? No Evaiuation 


Judges Summary 


Mijoahe GES Aspe aes ’_§ Applicant 
June/July 1992 Status Report 


Second-Stage Review & Consensus Process 
Senior Examiner/4-6 Examiners 


Stage 2 


Select 


for Site Visit? No valuation 


Judges Summary 
Yesu@nys 2.7.5 208" 58 __| Applicant 
————~—~—-~--—-—--f| ---------- ai Status Report 
August/September 1992 
_____ Conduct Site Visit Evaluation St@9° 
Summary 


October 1992 


Recommend Winners 


October 20,1992 
Awards Council Meeting 
November 17, 1992 
Awards Banquet 
November 1992 
' Feedback Reports to Participants 


expertise or knowledge. Many states use Baldrige examiners and judges in their own 
programs. The Baldrige officials not only serve as state examiners and judges, but also 
may conduct training for new examiners and judges. 


There are generally three levels of examiners and judges. In most states there are 
examiners, senior examiners, and judges, with respectively more important respon- 
sibilities and experience. Using several different levels of review ensures accuracy as 
well as fairness in evaluations. 


Most states use the Baldrige examiner training process to convey a full under- 
standing of criteria and scoring, as well as the award process. Trainees learn how to 
utilize their knowledge of quality in evaluating the applications and how to apply overall 
concepts of quality across industry sectors. Examiners and judges must be willing to 
commit a significant amount of time to the award process—a total of approximately ten 
to twenty days over a six-month period. Examiners are involved in all phases of the 
award process; their responsibilities include reviewing all applications, closely 
scrutinizing second-phase applicants, and evaluating firms during site visits. Senior 
examiners are involved in facilitating consensus, participating in site visits, and writing 
feedback reports. The role of judges is to review information provided to them by 
examiners, to ensure the credibility and accuracy of the information, and to make decisions 
based on their analysis. The judges carry considerable importance and are the most 
experienced of the quality experts participating in the application evaluation process. 


Award Presentation 


During the year of activity associated with a state quality award, excitement and interest 
tends to mount among participating firms and others. One way to capitalize on this 
interest is to present the annual award at a highly visible event. New York presents its 
award at a banquet hosted by the Governor and lieutenant governor; North Carolina 
holds a three-day quality conference that includes presentation of the award; and 
Delaware holds a Sharing Rally in January, just before the next year’s applications are 
made available. 


Post-Award Expectations 


The receipt of a state quality award is an important accomplishment for a firm and an 
excellent promotional opportunity for the award. The winner should be showcased as an 
example of what the state is talking about when it refers to a quality firm. Winners of 
state quality awards serve as ambassadors of quality by sharing experiences. Many 
states require that the winning firm share its experiences by means of case studies, 
presentations, or site visits. These activities not only provide an opportunity to show- 
case the firms, but also serve as an opportunity to discuss the award and raise the 
general awareness of the quality and its importance as a business strategy. 


15 Designing an Award Program 


vit) THe 


my ~ ea) 1 


As 


fat sogbu) Ses depute agitbisa Ba) — senate 


ngbatwrorsl ¥ 
olptee "bye Kua srabientss erat ee Oa 
 seyba bas 2totitaite wart ick gina, 


5 ster) eateie wont it hor Sor 27am lO geval osndd q iiss eg a8 
jojast Menem sore, ylavBondeas Mtw) sae oie eyeciaars THis, % 
S vonTenos eotuate weelven lo alerel inept lee gain rosaries brie ea 

Soatvievs 


2k yo BOT 3 NR Tonia ogiehin’ ova sew aanste 4 2 So 
Vs.) exdhtina See hs “aah cod 28 iinw 4 ,gnirooe bra siustine ter SF 
a | gaitaulwve ai yiisup to sgbalword th 
| (oe sanitel Swit yateubn) eoor a olenp toe 
424, Gaye ob ot aiau Jo saauen ienfingi 

VG Suey Tamed tesereg Moms xis oF hil des 

+ Upiveoion Staiger whiticnnege wr song & 

ry ib oriteuhees fae ,deasobees agents nx998 QO 

760) See Cap enieaneey antietiiion ingrown ss 

wei cytoy ivan a a esabey to sici ‘oT seqere 

Ls ig to Sey aioe ce Re ROR fee Yt iatiibens sf suens of: 
wi vi Kaze) (Tu pts ett RCOROE sina a 
iapliaaatt he Raeey WT MY BISMINS > ealiiaap BAe To 


oe | 


svt 


- ’ 
ima | . 
RO 
' . ee >.» gin 
rye isu Mele G.liw tlargorre v'i oe Se ee hes 


J) Soci? gansqiouise: quem Ine 


ai + SE Yidgint & is bigs Lance Qi inserag OF @ x 

; wusit hae rice git) S95 {a a i porta a 

ravi jogeuse eseuloan tol Sonatstsos yiiltiap yed> SITE 
ay Cag) arel ae tears ‘a we vile anrts ie & ablod 


we 


Al de Oa JUS Nhe os ef aes agp Wale & io iqisom xaT 

. ie Hike by Sat. yaa ats tol Yi RUINR KO iAsOUOM Aye 

Sato Ae SOE RR eee a is haath at aiesteie-ors turlw to iq 
Niéld 29a tog ee ar Bs * - Cilap To. wroleyaiiue, 26 fvtse ebiews ytil Up 
fsthild Sao To ens gy ho fapteteaey Aan set pile dt ied origi 2 
2 WGC fie See vig NG FOF solver: scat Ataiv siz 10 2k 
pate: ile ecetiurts OF waE EO Ts Bh wise dale tad ,20012 & 

Wola Mises abs P 6. hide soll oft ban yrllegp ad to easnorewe f K 


a r ’ 7 
- p = ~ } 
A - . = é © a 
‘ a > fu * ? 
g é 
Hove, Gain fo Maboupente ; : 
‘ben Re el 4s a Mem me i » Mi at ap uty <_ ' : 
eh em « ——e 7" / : Pa : Ro @ r 
5 - 
e 5 , an : 
: er ' iL 1 eS Xx 
Aity! alte eet oe a ea 
5] uy Lean ar) ae 
S ) i Le of 
; a) i. ie [aes , a [ 
a. (he Lot ake a ae 


Implementing an Award Program 


Once an award design has been completed, the task of implementing the award needs to 
begin. Implementation includes administering the award, determining the role of the 
public and private sectors, and securing funding. These steps can be undertaken in a 
variety of ways. The following discussion outlines the steps and some of the advantages 
and disadvantages to each. (See Figure 3 for an outline of the implementation of the 
Minnesota Quality Award.) 


Establishment 


A state quality award may be established in several different ways, and there are 
successful examples of each method. A state quality award can be established by 
executive order, providing the immediate leadership and support of the Governor. With 
an executive order it is also important to maintain a broad base of support in the event 
of a gubernatorial transition. Several states have initiated quality awards as internally 
driven state staff functions. In such cases, the award is readily identified as a state 
government program, and many Start-up expenses are minimized. Another approach is 
for the state legislature to establish the award; this is possible if enough members 
support the initiative. A legislative statute ensures continued support through guber- 
natorial transitions and demonstrates political and financial legislative support. 


Organizational Structure 


There are a variety of ways to organize an awards program. The award can be 
administered by the state government, by a private sector foundation, or by a third 
party. Regardless of which framework is chosen, there are clear roles that the different 
sectors can play. 


State-administered. In New York and Wyoming, an agency of the state 
government runs the state quality award. The agency handles all administrative ac- 
tivities of the award from announcements to award presentation. The advantage of this 
approach is that the award program can tap into existing staff and resources. Because of 
this, there may be less need for large up-front revenue to cover staff costs. In addition, 
the state is well positioned to tap into state, local, and regional human and financial 
resources from across the state. These resources can be valuable in marketing and 
administering the award. 


When the state administers the quality award, consideration must be given to the 
impact of public disclosure laws on the applicants’ confidentiality. Confidential com- 
pany reports produced specifically for the award process, confidential internal company 
reports, and feedback reports provided to the company as part of their award evaluation 
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Implementation of Minnesota Quality Award 
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could become public information. This risk can be mitigated by informing applicants 
that the application reports are confidential material loaned to the state for the purposes 
of evaluation, and that all material remains the property of the applicant and will be 
returned upon completion of the award evaluation. Steps also need to be taken to ensure 
that scores are maintained in a manner that ensures that specific applicants and/or 
examiners will not be disclosed. 


A state-administered award needs to be structured in such a way that impacts 
from gubernatorial, legislative, and fiscal changes will be minimal. In addition, if the 
state administers the award, it is important that the state be perceived as an effectively 
managed organization and hence qualified to administer a quality award. 


Private nonprofit. North Carolina and Minnesota, among others, use a private 
nonprofit organization to run the state quality award program. In this approach a 
501(c)3 organization is created to raise funds and administer the award. One advantage 
of this framework is that it is outside the political arena of the state. The 501(c)3 status 
is advantageous in that it encourages corporate donations by providing a tax deduction 
to contributing firms. Another advantage is that a private nonprofit group organized for 
the sole purpose of administering an award program can focus its energies exclusively 
on the award. In addition, with private sector involvement there will be a greater sense 
of ownership—and, thus, support and credibility—within the business community. In 
both North Carolina and Minnesota, a 501(c)3 organization focused on quality in the 
State runs the state quality award as one of several quality efforts. In North Carolina, 
designated employees of the foundation, excluding those involved in the award process, 
raise funds for the award. 


If this particular route is chosen, there are a number of considerations. A private 
group may have to spend more energy gaining the Governor’s support and commitment 
to the award. Additionally, there will be a constant need to secure ongoing financing for 
the award from either corporations or the state. In addition, although the 501(c)3 status 
has benefits, it can be difficult and time-consuming to obtain. 


Third-party administered. Another option is to contract the award administra- 
tion to a third-party group, such as an association, university, or state chamber of 
commerce. In Massachusetts the state quality award is run by the University of 
Massachusetts, and in Maine the state chamber of commerce and industry administers 
the award. This type of administration appears to work well but may not carry the 
perception of strong state support. In addition, there are issues of accountability for both 
the state, because of any endorsement it may present, and the administrator, as well as 
other possible conflicts of interest with the third-party groups. 


Business Plan 


Establishment of a state quality award involves a significant amount of preparatory 
work. Decisions need to be made on issues ranging from how to fund the award to how 
to present it. These decisions should be made in advance and an implementation plan 
should be outlined in order to diminish possible confusion or complications. A business 
plan provides the framework for implementation. It should include: 
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m reasons for creating the award; 
a list of potential sources of financial and administrative support; 


a strategy for soliciting financial and human resources from state govern- 
ment and industry; 


a description of the organizational structure that will administer the award; 
information concerning the nature and type of award criteria to be used; 
an outline of the application and evaluation process; 


an outline of the examiner selection and training process; 


information concerning the sectors and sizes of firms to be recognized; and 
m a realistic timeline for implementation. 


A business plan with these items serves as the foundation for future decisions. It 
should be developed before any formal activities are undertaken. 


Funding 


Financing for the state quality award should be addressed early in the implementation 
process. There is a great deal of variance in how much money is needed to run a state — 
quality award program. An independent public/private partnership will need to secure 
funding for start-up staff time, marketing efforts, and application documents, while a 
state-run program may be able to more readily tap into existing funds and resources of 
state government. Budgets of existing state quality award programs range from $5,000 
plus in-kind staff support for Wyoming’s state-administered program to $533,000 to run 
all the programs of the Minnesota Council for Quality, a private nonprofit. Long-term 
funding commitments from both the public and private sectors are needed. 


Current administrators suggest that a minimum of five years of funding be 
secured. Once an award is in operation, there will be limited additional revenue from 
applications and award-related products. 


Baldrige Model. One of the most widely and successfully used models for setting up a quality 
award is the Malcolm Baldrige National Quality Award. The Baldnge award is managed by 
the National Institute of Standards and Technology (NIST) and administered under contract 
by the American Society for Quality Control (ASQC). ASQC assists with the application ~ 
review process, the preparation of award documents, publicity, the award ceremony, an 
annual Quest for Excellence Conference, and information clearinghouse services. The ad- 
ministrative functions are paid for by application fees and donations from the Foundation for 


the Malcolm Baldrige National Quality Award. The federal government also provides in-kind 
support. The Baldrige award seeks to be financially self-sufficient in several years. The 
Foundation for the Malcolm Baldrige National Quality Award was established to seek and 
accept gifts to support the award program. The activities of the foundation, NIST, and ASQC 
are conducted independently of one another in order to ensure the highest level of credibility 
for fundraising and award administration efforts. 
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State Appropriation. The level of state involvement in the award’s administra- 
tion will affect the state’s contribution. State funding for quality awards can range from 
minimal appropriations to significant budget outlays for staffing and administration. In 
North Carolina, the state provides $25,000 a year, which pays only for the actual 
award. Wyoming, by contrast, provides $5,000, which is used solely for marketing the 
award. In New York, where the state administers the award, the state provides a direct grant 
of $35,000 to the award and contributes $500,000 worth of in-kind staff support. Given the 
fiscal constraints that states now face, these allocations may not be guaranteed. 


Corporate Support. The primary purpose of the state quality award is to 
encourage firms to become more competitive through the adoption of quality initiatives. 
Larger firms can play a key role by encouraging suppliers and contractors to fully 
implement quality programs. These larger companies can be approached for corporate 
support. The 501(c)3 status of the quality award organization allows these corporate 
donations to be tax deductible. Awards generally offer several different levels of 
sponsorship. Memberships or other support can be solicited from smaller companies 
and private individuals who are interested in participating but cannot offer the financial 
resources to help endow the award. It is very important that the fundraising be 
conducted separately from award administration to ensure the integrity and credibility 
of the award. In Delaware, corporations designated as “Founders of the Delaware 
Quality Award” provide a one-time contribution of $5,000. In North Carolina, con- 
tributions to the North Carolina Quality Leadership Foundation range from member- 
ships ($100 to $1,600 per year) to corporate sponsorships ($5,000 to $25,000 per year). 
In Minnesota, the current structure is such that only two companies sponsor the award 
each year. 


In-kind Donations. Many of the quality awards have used in-kind contributions 
to fill gaps during the early start-up stages. The most common and needed contribution 
is in-kind staff support. This can include loaned executives familiar with quality 
management or administrative staff to support the quality award staff. In-kind donations 
are also made for office space, equipment, and examiner’s time. 


Award Process Fees. Once an award program is underway, fees for various 
processes serve as a solid revenue source. Fees in some instances are designed such that 
companies only pay them as they enter a new phase of the award process. States need 
to examine the legality and ethics of collecting fees for an award or program run by state 
government to ensure that no problems arise. It is also important to establish guidelines 
for the site visits to avoid excessive hospitality on the part of the applicant company. 


Retailing of Products. As award programs become more established and 
respected in the state, there is an excellent opportunity to generate revenue from 
resources developed during previous year award cycles. One of the more successful 
products is a forum, such as a quality conference during which the state quality award 
is presented. In addition, revenue can be generated by producing case studies of winning 
companies, providing examiner training material to companies looking for ways to train 
managers on quality issues, producing videos on quality and quality companies in the 
state, and presenting smaller regional conferences on quality. There is a large demand 
for specific information on quality and how firms can develop it. A state quality award 
program generates valuable information that can be disseminated throughout the state at 
a nominal fee. 
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Conclusion 


There are many reasons for beginning a state quality award, and many different ways to 
design and implement the award. Whether the award is intended to encourage firms to 
adopt quality and productivity improvement strategies, or to recognize firms that have 
instituted successful strategies and can serve as role models for others, a state quality 
award will benefit the state by creating a quality of life culture that will hopefully 
permeate the public and private sector. A quality award is an effective tool in promoting 
a State, promoting firms, and giving exposure to continued and improved competitiveness. 


However, for a state quality award to be successful, top state leaders must be 
committed to it. The importance of this support cannot be overstated. The Governor’s 
support will draw attention to the importance being placed on quality, improved 
productivity, and competitiveness in the state. In addition, the state quality award needs 
the support of the legislature, which can provide additional exposure, input, and 
political support. In addition, it is critical that a state quality award have the backing of 
key private sector and business leaders in the state. The political, financial, and human 
resource support of corporate CEOs is crucial in conveying the message that the award 
is supported by the leaders of the business community. Their leadership will provide the 
impetus for smaller firms to become involved in quality. This public/private partnership 
will serve to create a state quality award that meets the needs of both the state and the 
business sector. 


It is important for award planners to be cognizant of any related activities taking 
place in the state. Support from community quality councils, quality groups, corporate 
quality advisors, and others is integral to establishing a state quality award. Early 
coordination with these groups will provide a framework for broad-reaching support 
and impact. The experiences of various quality experts involved with an award will 
prove valuable in designing, implementing, and promoting a state quality award. In 
addition, it is important that this wide-reaching effort be coordinated through one 
contact person who is accessible to both participants and interested parties. 


As the award is designed, it is important to rely on the experiences of other states 
and award programs. There is no need to reinvent the wheel. The Malcolm Baldrige 
National Quality Award and the existing state programs are all examples of successful 
strategies. States can use these programs as models and adjust them to their particular 
needs. Modeling a state quality award program after an existing one can help award 
planners to justify their decisions. In designing an award, planners should also build in 
a mechanism that will allow the award to change and improve over time in order to keep 
it current with developments in the fields of quality and productivity, as well as allowing 
it to be adjusted according to results of its own self-assessments. 


23 Conclusion 


Development of a state quality award is a long-term commitment. It is not a task 
that will be completed in several months. There are many factors to be considered 
before the award is publicized, ranging from tax considerations to personnel issues. 
Once the award is in place, long-term, ongoing financial, political, and human resource 
commitments are needed to sustain the program. 


The establishment of a state quality award marks a new era in a State. It is an era 
in which the Governor recognizes quality as an important part of invigorating the state 
and national economy. State government has a role to play in encouraging small and 
medium-sized firms to remain competitive. A state quality award gives both small and 
large firms a goal to reach and a standard to meet. The quality award serves as a 
roadmap for firms to assess, reassess, and improve operations and thereby become more 
competitive in the global economy. A state quality award focuses firms’ attention on 
quality and recognizes those that meet a discriminating standard. 
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State Quality Award Program Profiles 


Nine states have established quality awards. These are quality award programs which 
have gone through the organizing, designing and implementing steps outlined in this 
manual. They serve as examples of the many ways an award program can be imple- 
mented. The profiles have been put together to describe the key elements of each of the 
awards, and include information on both the administrative and technical aspects of the 
award. In the true spirit of quality, the state quality awards are continuously improving 
and these profiles represent their current structure. A contact person is listed at the end 
of each state profile for readers desiring further information. 


Several states are in the process of designing or implementing a state quality 
award. Some of these efforts have already been announced while others are still in the 
formative stages. 


Many resources are available to persons working to establish a state quality 
award. Program managers of existing state quality awards can provide invaluable 
assistance. Additional resources are available through the Quality Programs Office at 
the National Institute of Standards and Technology and the National Governors’ 
Association. Another resource is a group called the State Quality Awards Network 
(SQAN), which meets twice a year to discuss the current status of state quality awards 
and to discuss issues confronting state quality award programs. SQAN has an executive 
committee whose members currently run state quality award programs. 
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DELAWARE 
Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1992) 


State of Delaware Quality Award 


Established: 1992 
First Award: 1992 


The award is based on the Baldrige Award but uses a modified list of 
criteria categories. These categories are: customer satisfaction, valuing 
people, results, leadership, community impact, supplier enhancement, 
and operational processes. The award is administered by the Delaware 
Quality Consortium, which is composed of representatives of small and 
large businesses, Delaware Development Office staff, and members of 
the general public. The award was created by the Delaware Quality 
Consortium, the Delaware Development Office, and the Governor’s 
office. The consortium is a self-sufficient organization, with funding 
provided by contributions and fees. 


Three sectors: 

@ manufacturing 

@ nonmanufactunng 

@ nonprofit 

Two levels*: 

@ small (less than 100 employees) 
m large (more than 100 employees) 
* only one level for nonprofits 


Awards of merit are given to companies that do not win in their 
category but show a commitment to quality. 


Any organization or firm that has been operating in the state for at least 
three years is eligible. Organizations with locations outside the state will 
be evaluated only on the basis of their in-state operations. 


m= eligibility determination 
@ application evaluation 
m site visits 

m@ feedback report 


March: applications available 

July: applications due 

mid-October: § winners announced 
late-October: awards dinner and presentation 
January: award rally 


Awards are announced a week prior to the awards dinner. Award 
winners participate in an award rally in January. 


Winners are expected to participate in a separate sharing rally in 
January. 


State $ 5,000 
Evaluation fees $ 2,400 
Conference income $ 15,000* 
Corporate founders $80,000** 
TOTAL $ 102,400 


* Projected income from conference; first conference to be held in 
fiscal 1993. 


** Corporate founders provided $5,000 each for the first year. 
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Fees 


Staffing 


Award Statistics 


Contact Person 


More than twenty-five employees $300 
Less than twenty-five employees $100 
Nonprofit organization $100 


m™ in-kind state staff, including portions of the time of three secretarial 
and three professional staff members. 


1992 
Number of judges/examiners 69 
Number of applications 20 
Number of site visits 10 


Michael J. Hare 

Delaware Development Office 
99 Kings Highway 

P.O. Box 1401 

Dover, Delaware 19903 
302-739-4271 

302-739-5749 (telecopier) 
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FLORIDA 


Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Govermor’s Sterling Award 


Established: 1992 
First Award: 1993 


The Governor’s Sterling Award is modeled after the Baldnige Award 
but uses the previous year’s criteria and policies. The award is 
administered by the Florida Sterling Council, Inc., which was 
established by proclamation of the Governor. The council is chaired by 
the Governor’s executive director of the Florida Quality Initiative. The 
council is comprised of twenty-four volunteer members representing six 
designated regions across the state. Members represent the private 
sector, the university system, and the public sector. The council meets 
periodically to evaluate all aspects of the program and to make 
recommendations for improvement. 


The Florida Sterling Council, a 501c(6) organization, administers the 
evaluation process, oversees the training for examiners, and plans the 
statewide quality award showcase. 


Five sectors: 

™ private sector manufacturing 

™ private sector service 

@ public sector (state and local government) 

@ education sector (public and private schools, colleges, and univer- 
sities) 

@ health care sector (public and private organizations) 

Two levels: 


@ small/medium (less than 200 employees for manufacturing and ser- 
vice; less than 100 employees in other sectors) 


w large (more than 200 employees for manufacturing and service; more 
than 100 employees in other sectors) 


Privately or publicly owned manufacturing and service businesses, state 
or local government entities, educational institutions, and health care 
organizations located in the state of Florida are eligible to apply. 
Subsidiaries of larger organizations may apply if they have a clear 
definition of organization and function relatively independent of the 
parent organization. 


application of intent 
eligibility determination 
application review and evaluation by board of examiners 


Site visits 
™ written reports sent to applicants 


October: applications available 
November: application intent forms due 
January: applications due 

March: site visit notifications 

May: award ceremony 


Award ceremony and banquet in May. 


Award recipients are encouraged to publicize and advertise receipt of 
the Sterling Award. Recipients are also encouraged to share information 
about their successful quality strategies with other Florida organizations. 
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Budget (fiscal 1992) 


Fees 


Staffing 


Award Statistics 


Contact Person 


Membership 

Eligibility determination fees 
Application fees 

Site visit fees 

Investment income 

TOTAL 


Application of intent 

Full application: 
small/medium organization 
large organization 

Site visits: 
small/medium organization 
large organization 


@ one full-time award administrator 


$180,000 
$ 15,000 
$ 18,750 
$ 7,500 
$ 2,700 
$222,950 


$50 


$250 
$500 


$250 
$500 


™ one full-time administrative assistant 


Number of judges/examiners 
Number of applications 
Number of site visits 


John Pieno 

Florida Quality Award 

Florida Sterling Council 
Governor’s Office 

State Capitol 

Room 209 

Tallahassee, Florida 32399-001 
904-922-5316 

904-488-9578 (telecopier) 
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1992 
n/a 
n/a 
n/a 


MAINE 


Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1992) 


Margaret Chase Smith Maine State Quality Award 


Established: 1989 
First Award: 1991 


The award is modeled after the Baldrige Award. The award was 
developed by the Pine Tree State Section of the American Society for 
Quality Control (ASQC) and the Maine Chamber of Commerce and 
Industry and is administered by the latter. The chamber and ASQC 
provide funding as well as in-kind support for the award. 


Two sectors: 

@ manufacturing 

™ service 

Two levels: 

@ ~=small (less than 100 employees) 
m large (over 100 employees) 


Any for-profit or nonprofit business or appropriate subsidiary located in 
Maine may apply for an award. Government agencies, associations, and 
societies may not apply. Small businesses must apply as a single unit; 
subsidiaries of large companies may apply as long as specific criteria 
concerning location of quality efforts are met. Final eligibility is 
determined by committee review of eligibility forms. 


@ = eligibility determination 
@ application 

@ review and evaluation 
@ site visits 


February: eligibility determination forms due 
April: applications due 
August/September: site visits 

October: award ceremony 
November/December: feedback reports 


The Margaret Chase Smith Maine State Quality Award is presented at 
the award ceremony. 


Successful case examples of quality strategy and tactics from 
participants will be disseminated to the Maine business community. 


Application fees $ 1,200 
Conference income $ 8,000 
Chamber and ASQC $ 7,800 
TOTAL $17,000 
Eligibility determination fee none 
Written application review fees: 

small company $50 

large company $100 
Advanced evaluation fees: 

small company $100 

large company $200 
Site-evaluation fees: 

small company $200 

large company $400 
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Staffing @ one full-time award administrator 


Award Statistics 1991 1992 
Number of judges/examiners 15 o 
Number of applications #) 4 
Number of site visits a 0 
Contact Person Jennifer Vachon 


Margaret Chase Smith Maine State Quality Award 
Maine Chamber of Commerce and Industry 

126 Sewall Street 

Augusta, Maine 04333 

(207) 623-4568 

(207) 622-7723 (telecopier) 
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MASSACHUSETTS 


Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1992) 


Staffing 


Award Statistics 


Massachusetts Quality Award 


Established: 1991 
First Award: 1992 


The Massachusetts Quality Award is modeled after the Baldrige Award but 
generally requires less detailed responses to questions. The award 1s 
administered by the Massachusetts Council for Quality, Inc., a nonprofit 
organization affiliated with the University of Massachusetts at Lowell. 


Four sectors: 

@ manufacturing 

m= service 

= ~= small business 

@ nonprofit 

One level: 

m= ~=6©Up to two winners in each sector 


Any business or appropriate subsidiary located in the state of 
Massachusetts may apply for an award. 


@ eligibility determination 
@ applications report 

@ site visits 

@ written evaluation 


January: eligibility determination forms due 
April: written reports 

July-September: site visits 

October: award ceremony 

November: evaluations distributed 


The Massachusetts Quality Award is presented at the Massachusetts 
Council for Quality Award ceremony. 


Award recipients are expected to share information about their 
successful quality strategies with other Massachusetts organizations at 
the next Massachusetts Council for Quality Award Winners Conference. 


Corporate sponsors $ 55,000 
Evaluation fees $ 29,600 
Conference income $ 72,500 
TOTAL $157,100 
Eligibility determination fee $50 
Full application: 

manufacturing and service sectors $1,150 

small business and nonprofit $ 650 


@ one part-time executive director 
@ one full-time-equivalent (in-kind) 


1992 
Number of judges/examiners 40 
Number of applications 28 
Number of site visits 8 
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Contact Person Brendon Healey 
Executive Director 
Massachusetts Council for Quality, Inc. 
Massachusetts Quality Award 
University of Massachusetts at Lowell 
One University Avenue 
Lowell, MA 01854 
508-934-2720 
508-934-3021 (telecopier) 
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MINNESOTA 
Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1992) 


Minnesota Quality Award 


Established: 1990 
First Award: 1991 


The award is modeled after the Baldrige Award and uses Baldrige 
policies from the previous year’s award cycle. The award is 
administered by the Minnesota Council for Quality, a 501(c)3 
organization with a twenty-four member volunteer advisory board. The 
council holds meetings and seminars to promote quality and to provide 
support to community quality councils. The council also sponsors an 
Individual Quality Service Award, with 1,000 recipients annually. 


Three sectors: 

@ manufacturing 

@ service 

= small business 

One level: 

m= "Winner" (up to two winners in each category)* 
* Site visit recipients also receive recognition. 


Any for-profit Minnesota company of any size may apply. For 
companies not based in Minnesota or whose operations are 
predominantly elsewhere, eligibility is determined by the proportion of 
employees, operations, and quality management activities conducted in 
Minnesota. (Additional categories for government, educational 
institutions, and nonprofits are in development.) 


®~ eligibility determination 
™ written report on quality managements 
@ site visits 


January: eligibility determination forms due 
April: applications due 

August: site visits 

October: award ceremony 


The Minnesota Quality Awards are presented at the award conference, 
which includes a ceremony and a banquet. 


Winners are expected to share information about their successful quality 
strategies with other Minnesota companies and organizations. 


(For all activities of the Minnesota Council for Quality) 


Membership $315,000 
State grant (MQA) $ 50,000 
State grant (QSA) $ 23,000 
Corporate sponsors $ 50,000 
Application fees $ 60,000 
Conference income $ 20,000 
Miscellaneous $ 15,000 
TOTAL $533,000 
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Fees 


Staffing 
Award Statistics 


Contact Person 


Eligibility determination fee $50 


Full application fee: 
small business (less than 200 employees) $ 700 
other companies $2,000 


@ one full-time award administrator 


1991 1992 
Number of judges/examiners n/a 180 
Number of applications 35 23 
Number of site visits 10 qi! 
Jim Buckman 
President 


Minnesota Council for Quality 
2850 Metro Drive 

Suite 300 

Bloomington, Minnesota 55425 
(612) 851-3181 

(612) 851-3183 (telecopier) 
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NEW MEXICO 
Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1993) 
Fees 


Staffing 


Annual Statistics 


New Mexico Quality Award 
Established: 1992* 
First Award: 1992 


*The award was previously a U.S. Senate Productivity Award, which 
was established in 1984. 


The New Mexico Quality Award is modeled after the Baldnge Award 
and uses the present year’s Baldrige criteria and training materials. The 
New Mexico Quality Foundation is currently being established. An 
honor roll recognizes applicants who have demonstrated continuous 
quality improvement through implementation and deployment of 
prevention-based management and quality systems. 


The New Mexico Quality Foundation will be a 501(c)3 organization and 
will administer the award. The award is currently administered by 
loaned personnel from the New Mexico Economic Development 
Department, Sandia National Laboratories, and the New Mexico 
Manufacturing Productivity Center. The foundation’s board of directors 
will oversee all activities, including educational seminars, council 
workshops, and a statewide annual quality conference. 


Three sectors: 

™ manufacturing 

@ service 

@ government 

Three levels: 

@ ~=small (less than 25 employees) 
@ medium (26-150 employees) 

@ large (more than 151 employees) 


Any for-profit, not-for-profit, or nonprofit entity may apply. 


@ evaluation of application 
m ssite visits 
™ written evaluation summary sent to each applicant 


October: written application reports due 
January: site visits 
February: award ceremony 


Award ceremony and banquet held in conjunction with annual three-day 
New Mexico Quality Conference in February. 


Award winners are expected to share information about their successful 
quality strategies with other New Mexico firms. Honor roll designees 
are also encouraged to share information. 


Not yet determined. 
Not yet determined. 
Not yet determined. 


Not available. 
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Contact Person Karen Martin 
Award Administrator 
New Mexico Quality Foundation 
P.O. Box 549 
Mesilla, New Mexico 88046 
505-521-3699 
505-521-4099 (telecopier) 
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NEW YORK 
Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1993) 


Governor’s Excelsior Award 


Established: 1991 
First Award: 1992 


The award is modeled after the Baldnge Award but includes awards for 
public-sector agencies and educational institutions as well as 
private-sector companies. It places an emphasis on human resource 
development and labor-management cooperation. The award is 
administered jointly by the New York State departments of labor and 
economic development. 


Three sectors: 
@ private 
@ public 


@ educational 


Two levels: 


@ = small (less than 100 employees for a private company and less than 
500 employees for others) 


m large (more than 100 employees for a private company and more than 
500 employees for others) 


Any privately or publicly owned manufacturing, for-profit service 
business, state or local government entity, or educational institution in 
the state can apply. There are specific size and business activity 
requirements for subsidiaries wishing to apply. 


@ ~ eligibility determination 
@ application 

@ written evaluation 

@ site visits 


September: eligibility determination forms due 
November: applications due 

March/Apni: site visits 

May: award ceremony 

June: feedback reports 


The Excelsior Award is presented in the spring at a dinner hosted by the 
Governor and lieutenant governor. 


Recipients will be "Quality Role Models” and are expected to assist 
other organizations through communication and educational activities. 


State (in-kind) $500,000 
State grant $ 35,000 
Corporate sponsors $225,000 
Application fees $ 25,000 
Misc. $ 5,000 
TOTAL $790,000 
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Fees 


Staffing 


Award Statistics 


Contact Person 


Eligibility determination fee $50 
Application fees: 

large manufacturing and services $2,000 

all other organizations $500 
Site visits: 

small organization: negotiated 

large organization: actual site-visit expenses 


@ one full-time award administrator 
@ additional in-kind staff support 


1992 
Number of judges/examiners 65 
Number of applications 24 
Number of site visits 9 
Barbara Harms 
New York State Department of Labor 
State Campus 


Room 540A, Building 12 
Albany, New York 12240 
518-457-6743 

518-457-0620 (telecopier) 


Larry Barker 

New York State Department of Economic Development 
Industrial Effectiveness Program 

One Commerce Plaza 

Albany, New York 12245 

518-474-1131 

518-474-1512 (telecopier) 
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NORTH CAROLINA 
Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 


Award Schedule 


Award Presentation 


Requirements of 
Winner 


North Carolina Quality Leadership Award 


Established: 1990 
First Award: 1991 


The North Carolina Quality Leadership Award is modeled after the 
Baldrige Award and uses the previous year’s Baldrige criteria and 
training materials. An executive order established the North Carolina 
Quality Leadership Awards Council, the body that receives 
recommendations from the judges and presents the annual awards. An 
honor roll also recognizes applicants who have demonstrated continuous 
quality improvement through implementation and deployment of 
prevention-based management and quality systems. 


The North Carolina Quality Leadership Awards Foundation, a 501(c)3 
organization, administers the evaluation process. The foundation’s 
twenty-five member board of directors oversees all activities, including 
educational seminars, regional council workshops, and a statewide 
annual quality conference. 


Two sectors: 
@ manufacturing 
mM service 
Three levels: 


@ small (less than 100 employees and less than $5 million in annual 
sales or less than $7.5 million in total assets) 


™ medium (between 100 and 500 employees and between $5 million and 
$40 million in annual sales or between $7.5 million and $50 million 
in total assets) 


mw large (more than 500 employees and more than $40 million in annual 
sales or more than $50 million in total assets) 


Any for-profit or not-for-profit entity may apply. (Governmental and 
educational agencies are excluded.) Companies that are a subsidiary of a 
larger company must apply in the "large" category, unless they can 
demonstrate that they operate independently of equity owners. 


w= eligibility determination 

@ evaluation of application 

@ site visits 

@ written evaluation summary sent to each applicant 


January: eligibility determination forms due 
April: written application reports due 
August-September Site visits 

November: award ceremony 


Award ceremony and banquet held in conjunction with annual three-day 
North Carolina Quality Conference in November. 


Award winners are expected to share information about their successful 
quality strategies with other North Carolina firms. Honor roll designees 
are also encouraged to participate. 
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Budget (fiscal 1992) State $ 25,000* 


Corporate sponsors $350,000 
Evaluation fees $ 81,000 
Conference income $ 25,000 
TOTAL $481,000 
* The state funds are used solely for the award and ceremony. 
Fees Eligibility determination fee $100 
Full application fee: 
small company $ 750 
medium company $2,250 
large company $3,250 
Staffing Full-time: 


@ award administrator 

m marketing associate 

w= financial officer 

@ administrative assistant 
Half-time: 

@ foundation president 
Part-time: 

@ one full-time equivalent 


Award Statistics 1991 1992 
Number of judges/examiners 55 =P) 
Number of applications 25 V2 
Number of site visits ti 5 
Contact Person Donna Rosefield 


Award Administrator 

North Carolina Quality Leadership Foundation 
P.O. Box 10711 

Raleigh, North Carolina 27605 

919-733-4856 

919-733-4857 (telecopier) 
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WYOMING 


Award 


Administration of 
Award 


Award Categories 


Eligibility 
Requirements 


Application Process 
Award Schedule 
Award Presentation 


Requirements of 
Winner 


Budget (fiscal 1992) 


Fees 
Staffing 
Award Statistics 


Contact Person 


Governor’s Quality Award 


Established: 1986 
First Award: 1986 


The Governor’s Quality Award is coordinated by the state Division of 
Economic and Community Development. The award application 
consists of several organizational questions pertaining to the company 
(such as contact name, number of employees, SIC code, annual sales, 
product/service description). This is followed by a narrative section in 
which the applicant is asked to provide quantitative and qualitative 
information that describes the strategies and accomplishments of the 
company related to its commitment to quality. Judges for the award are 
selected to represent five different business sectors and the parts of the 
State. 

In its first two years of operation, the award was modeled after the 
Baldrige Award, but because of the nature of the companies in the state, 
the model was changed to the current system. However, the Wyoming 
Governor’s Quality Award is currently under review and the process 
and information on the program may change for 1993. 


One award 


Any Wyoming company may apply. 


Applications are reviewed during a one-day, closed-door session. 
April: applications due 

Information not available. 

Information not available. 

State spe se 35000" 

TOTAL $5,000 

* plus in-kind staff support 


None 
@ Award administrator 


19964) 199 TS 19972 


Number of judges/examiners n/a 5 n/a 
Number of applications 90 89 n/a 
Number of site visits n/a n/a n/a 
Ann Redman 


Division of Economic and Community Development 
Herschler Building, 2nd Floor West 

122 West 25th Street 

Cheyenne, Wyoming 82002 

307-777-7284 

307-777-5840 (telecopier) 
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Appendix II: U.S. Senate Productivity 
Award Contacts 
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U.S. Senate Productivity Award Contacts 


ALABAMA 


Linda Vincent 

Alabama Productivity Center 
104 Farrah Hall 

P.O. Box 870318 
Tuscaloosa, AL 35487-0318 
205-348-8956 

205-348-939] (telecopier) 


MARYLAND 


Tom Tuttle 

Director 

Maryland Center for Quality 
and Productivity 

University of Maryland 
College of Business and Management 
4321 Hartwick Road 

Suite 308 

College Park, Maryland 20742 
301-403-4535 

301-403-8152 (telecopier) 


NEVADA 


Carol Thompson 

Nevada Quality and Productivity Institute 
2500 Chandler Ave 

Suite 1 

Las Vegas, Nevada 89120 

702-798-1828 


VIRGINIA 


Elizabeth Ingold 

Program Manager 

Senate Productivity Award 
Virginia Polytechnic Institute 
and State University 

567 Whittemore Hall 

VPC/ISE 

Blacksburg, Virginia 24061-0118 
703-231-3128 

703-231-6925 (telecopier) 


LeAnn Daugherty 

Senate Productivity Award 

Virginia Polytechnic Institute and State University 
567 Whittemore Hall 

VPC/ISE 

Blacksburg, Virginia 24061-0118 

703-231-3140 

703-231-6925 (telecopier) 
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Appendix III: Quality Project 
Advisory Committee 
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Quality Project Advisory Committee 


Ron Asbury 

Director, Quality Consulting 
Texaco, Inc. 

3040 Post Oak Boulevard 
Houston, Texas 77056 

(713) 235-6370 

(713) 235-6512 (telecopier) 


Stephen Bardige 

Senior Manager 

Government Applications Engineering 
WANG Laboratories, Inc. 

One Industrial Avenue 

M-S 013-538 

Lowell, Massachusetts 0185] 

(508) 967-1643 

(508) 967-7020 (telecopier) 


Lawrence L. Barker Jr. 

Director 

Industrial Effectiveness Program 
Department of Economic Development 
One Commerce Plaza, Room 920 
Albany, New York 12245 

(518) 474-1131 

(518) 474-1512 (telecopier) 


Peter Brightbill 

Deputy Director, Corporate Programs 
Department of Commerce 

801 K Street, Suite 1700 

Sacramento, California 95814 

(916) 322-7228 

(916) 322-3524 (telecopier) 


Jim Buckman 

President 

Minnesota Council for Quality 

2850 Metro Drive 

Suite 633 

Bloomington, Minnesota 55425 
- (612) 851-318] 

(612) 851-3183 (telecopier) 


Gary Buehler 

Vice President, Quality 
UNISYS 

P.O. Box 500 

MS A216 

Blue Bell, Pennsylvania 19424 
(215) 986-3147 

(215) 986-6347 (telecopier) 
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Robert Dalton 

Executive Director 

Center for Technology Transfer 
59 Exeter Street 

Portland, Maine 04102 

(207) 780-4616 

(207) 780-4947 (telecopier) 


Esty Shames Daly 

Manager of Administration 

Maryland Center for Quality and Productivity 
University of Maryland 

College of Business and Management 

4321 Hartwick Road, Suite 308 

College Park, Maryland 20742 

(301) 403-4535 

(301) 403-8152 (telecopier) 


Ned Ellington 

Director 

Georgia Productivity and Quality Center 
Georgia Institute of Technology 

151 Sixth Street 

O’Keefe Building, Room 221 

Atlanta, Georgia 30332 

(404) 894-4137 

(404) 853-9172 (telecopier) 


Walter (Bud) Hersh 

Business Manager 

Rohr Industries, Inc. 
Showalter Road 

Hagerstown, Maryland 21742 
(301) 790-9516 

(302) 790-9621 (telecopier) 


Carol Moore 

Director 

Quality Texas 

Department of Commerce 
P.O. Box 12728 

Austin, Texas 78711-2728 
(512) 320-9670 

(512) 320-9626 (telecopier) 


Larry Moore 

President 

Automotive Supplier Cooperative 
15041 Commerce Drive South 
Dearborn, Michigan 48120-1238 
(313) 336-8877, ext. 223 

(313) 336-3187 (telecopier) 


Markley Roberts 

Assistant Director 

Economic Research Department 
AFL-CIO 

815 16th Street N.W., Room 504 
Washington, DC 20006 

(202) 637-5171 

(202) 637-5058 (telecopier) 


Donna Rosefield 

Award Administrator 

North Carolina Quality Leadership Foundation 
P.O. Box 10711 

Raleigh, North Carolina 27605 

(919) 733-4856 

(919) 733-4857 (telecopier) 


Bill Ruxton 

Vice President 

National Tooling and Machining Association 
9300 Livingston Road 

Ft. Washington, Maryland 20744 

(301) 248-6200 

(301) 248-7104 (telecopier) 

1-800-248-6862 (outside Maryland) 
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Barbara Stafford 

Director of Marketing 

Division of Economic and Community Development 
2nd Floor West, Herschler Building 

122 West 25th Street 

Cheyenne, Wyoming 82002 

(307) 777-7284 

(307) 777-5840 (telecopier) 


Audrey Theis 

Assistant Secretary for Business Resources 

Maryland Department of Economic and 
Employment Development 

217 East Redwood Street, 12th Floor 

Baltimore, Maryland 21202 

(410) 333-1036 

(410) 333-1836 (telecopier) 


Mike F. Woodin 

Director 

State Government Relations 
AT&T 

700 Fifth Avenue, Suite 1700 
Seattle, Washington 98104-5018 
(206) 389-8100 

(206) 389-8103 (telecopier) 


